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OCS Perspective

OCS Guidance
• FY 2021 LIHEAP Plan submission Action Transmittal
• CARES Act Supplemental Funding FY 2020, May 8, 

2020
• Initial COVID-19 Program Guidance, April 1, 2020
• ACF Grants Flexibilities in Conducting Human 

Services Activities Related to or Affected by COVID-
19, April 1, 2020

• DCL Partnership to Address the Spread of COVID-
19, March 12, 2020 



Today’s Speakers:

Denise Surber (Virginia)

Andrew Bryk (New York)

Madelena Kee (Navajo Nation)

Thomas Hartnett-Russel (Indiana)



Grantee:    Virginia Department of Social Services
Presenter: Denise Surber

Manager, Energy Assistance Program



VA – Spending CARES Act Funds

• May 2020 - VA received $23 million in LIHEAP CARES Act 
funding. 

• June 2020 - We issued $11 million in Supplemental payments.
• September 2020 – FY 2021 application began? 
• To date – Approved over $3 million in payments.
• Spring 2021 – We are planning to obligate and spend the 

remaining CARES Act funding.  
• May extend our Crisis Assistance component or begin our 

Cooling component early.
• May issue supplemental payments to the COVID-19 

Emergency Assistance Program ( Energy Assistance Program 
(EAP) ) caseload



VA – Policy Changes
•Removing requirement for a disconnection/termination notice to 
be eligible for certain services; allowing past due balance instead.

•Allowing approval of full benefit amount at initial application rather 
than requiring submission of multiple bills during the Cooling 
Assistance component.

•Working with Cooling Assistance vendors to allow our staff to 
have inquiry access into their system to allow account information.

•Completion of a preapproval process for Cooling Assistance.

•Allowing more usage of client statement for verification purposes 
in early stages of the pandemic.

•Allowing payment to Crisis Assistance vendors who provided 
approved repairs/replacements after component ended.



Contact Information:

Virginia Department of Social Services

Energy Assistance Program (EAP)

Denise Surber, Manager

801 E. Main Street
Richmond, Virginia 23219

804-726-7386

Denise.t.surber@dss.virginia.gov 

mailto:Denise.t.surber@dss.virginia.gov


Grantee: New York State Office of Temporary and 
Disability Assistance

Presenter: Andrew Bryk, HEAP Coordinator 



New York State implemented several 
policy-related changes to the HEAP 
program since the onset of the 
COVID-19 pandemic in an effort to 
help New Yorkers maintain social 
distancing while obtaining the benefits 
they need.  Additionally, the HEAP 
Bureau responded to the inquiries and 
needs of local social service districts, 
clients, utility companies and essential 
fuel vendors.    



2019-2020 Regular and Emergency

• Issued a directive reminding certifiers that they were essential 
and that services must continue

• Provided and communicated the Governor's Executive Order 
declaring fuel dealers as essentials businesses to vendors

• Regular and Emergency component operation dates extended 
through August 31, 2020

• Second and Third Emergency heat and heat related benefits 
made available 

• Continued authorization of emergency benefits permitted 
concurrently with utility shutoff moratorium 



2019- 2020 Heating Equipment Repairs, 
Replacements and Clean & Tunes

• Suspended in-person application and interview requirements for 
the Heating Equipment Repair and Replacement (HERR) 
component 

• Both benefits remained open year-round to address no heat 
emergencies and equipment cleanings



2019-2020 Cooling Assistance 
Component

• Additional funds allocated to component 

• Expansion of program to include applicants residing in 
government subsidized housing with heat included in rental costs 

• Applicants temporarily permitted to verbally attest to medical 
condition to substantiate the need for an air conditioner 



2020-2021 Program

• Increased Regular benefit add-ons for households at or below 130% 
FPL and vulnerable households

• Increased benefit amounts for households with heat included in 
rental costs 

• Training via WebEx
• Regular component opened two weeks early
• Expansion of Regular and Emergency components under 

consideration, funding permitting 
• HERR and C&T will operate year-round, funding permitting
• Temporary suspension for in-person HERR applications and 

interviews remains in effect 
• Equitable eligibility and increased funding for Cooling Assistance



Contact Information:

New York State Office of Temporary and Disability 
Assistance
Home Energy Assistance Program (HEAP)

Andrew Bryk, LIHEAP Coordinator
40 North Pearl Street 11C
Albany, NY 12243
518-486-3591
Andrew.Bryk@otda.ny.gov

mailto:Andrew.Bryk@otda.ny.gov


Grantee: Navajo Family Assistance Services
Presenter: Madelena Kee, Senior Programs and 

Project Specialist



Introduction: Navajo LIHEAP
• Navajo Nation extends into AZ, NM and UT
• Largest land-based Tribe spanning over 27,000 
square miles

• 2nd largest Tribe with over 300,000 members
• Navajo Division of Social Services, one of 16 
divisions, under the Executive Branch:
• Operates 3 Departments & 3 Programs with 588 

employees through 58 direct service offices and centers
• Serves nearly 14,000 clients monthly
• Aims to connect all departments/programs through an 

electronic and paperless case management system



COVID-19 on Navajo Nation
Navajo Nation Executive Orders

March 13, 2020 - Navajo Nation declares Public 
Health State of Emergency for COVID-19

EXECUTIVE ORDER NO. 001-20

Executive Orders
• Twelve (12) Executive Orders issued in 

2020

• Two (2) Executive Orders issued in 2021

February 2, 2021– U.S. President Joe Biden 
declares the Navajo Nation as a major disaster 
area to receive assistance with COVID-19 
response efforts.

https://www.ndoh.navajo-nsn.gov/COVID-
19/News-Update

https://www.ndoh.navajo-nsn.gov/Portals/0/COVID-19/News/NNExecutiveOrderNo001-20.Updated.pdf?ver=CxXC5FtoUxYcaF9gVLPRjw%3d%3d
https://www.ndoh.navajo-nsn.gov/COVID-19/News-Update


COVID-19 on Navajo Nation
Navajo Nation Public Heath Emergency 
Orders

March 18, 2020 - Navajo Nation declares Public 
Health State of Emergency for COVID-19

Public Health Emergency No. 2020-001 - Limit Mass 
Gatherings Due to COVID-19

Public Health Emergency Orders: 
• Thirty two (32) Public Health Emergency 

Orders issued in 2020

• Two (2) Public Health Emergency Orders 
issued in 2021

https://www.ndoh.navajo-nsn.gov/COVID-19/News-
Update

https://www.ndoh.navajo-nsn.gov/Portals/0/COVID-19/News/Public%20Health%20Emergency%20Order-1.pdf?ver=jybbzxluyjeTapaJwIfcJg%3d%3d
https://www.ndoh.navajo-nsn.gov/COVID-19/News-Update


https://www.ndoh.navajo-nsn.gov/COVID-19/Data

https://www.ndoh.navajo-nsn.gov/COVID-19/Data


Reshaping LIHEAP Services
1.Update Policies and Procedures

• Guidelines for CARES Act LIHEAP Supplemental Funding
• Implement LIHEAP Grant Flexibilities

2. Improving our Infrastructure
• Implement the Tribal Assistance Systems (TAS) case 

management database
• Improve Internet services 
• Install new office equipment (tablets/phone systems) 



LIHEAP Services Provided
Process

1.Application Intake
• Drop box
• Email/Mail/Fax
• Payment Processing

2.Outreach
• Coordination with Temporary COVID Housing, 

Hotels and Hospitals 



Contact Information:

Navajo Family Assistance Services
Energy Assistance Program (LIEAP)

Madelena Kee, Senior Programs and Project 
Specialist 
P.O. Box 4590
Window Rock, Arizona 86515
928-871-4670
Madelenakee@navajo-nsn.gov

mailto:Madelenakee@navajo-nsn.gov


Grantee: Indiana Housing and Community 
Development Authority

Presenter: Thomas Hartnett-Russell, Community 
Programs Manager 



Overview
Internal Operational Changes

Supporting the Subgrantee Network

Connecting Applicants with Subgrantees



Internal Operational Changes
Transitioned to remote work effective March 16, 2020.

Many tools that helped us transition were already in place.
 All IHCDA staff issued a docked notebook computer rather than 

desktop.
 VPN access was already available to most team members.
 Telephone system operated using VOIP, enabling team members to 

access their telephones to place and receive calls from the computer 
and access voicemail.
 Microsoft Teams rolled out in autumn 2019.

While some team members have transitioned to a hybrid work 
model in which they work in the office twice a week and work 
remotely three times a week, many continue to work remotely 
100% of the time.



Supporting the Subgrantee Network
LIHEAP administered in Indiana by a network of 21 subgrantees

Subgrantee agencies were not consistent in how they responded 
to pandemic.

Microsoft Teams made it easy to hold meetings with subgrantees 
while keeping everybody engaged and retaining feeling of face-to-
face meeting.

Instituted weekly network calls to allow for dissemination of 
information, consistent communication, and increased connection.

Introduced budgetary flexibilities to help with increased expenses 
or needs.
 Technological enhancements line item.
 Awarded unspent admin dollars that had been earmarked for trainings 

and conferences that had been canceled.



Connecting Applicants with 
Subgrantees
Applicant access most vulnerable and fragile link in chain.

Needed to balance protecting health and safety with providing 
access to LIHEAP and related services.

IHCDA first rolled out online application module during PY2019.
 By PY2020, online database had become database of record.
 Online application module allows for application via computer, tablet, 

or smartphone.
 Supporting documents may be uploaded or submitted by taking photo 

with device’s onboard camera.
 Online queue triages applicants self-declaring crisis.

Paperwork/documentation flexibilities rolled out.
 Allowed subgrantees to accept applications and certain documents by 

telephone.



Connecting Applicants with 
Subgrantees
Need to reach a new demographic
 Economic fallout of pandemic had created a need for LIHEAP services 

where it had not previously existed.
 Many households were potentially now eligible that had never utilized 

LIHEAP services or may not have known that LIHEAP existed before.
 Expanded media coverage to inform the public of availability of 

program and eligibility criteria.
 Adjusted our statewide Loss of Income policy to better address 

households with employment impacted by the pandemic.
 Engaged industry groups representing interests of industries 

disproportionately impacted.
 Sought out and presented to community groups.
 Partnered with utility vendor partners to help educate customers.
 Extended program year application deadline.



Contact Information:

Indiana Housing and Community Development 
Authority (IHCDA)

Thomas Hartnett-Russell, Community Programs 
Manager – EAP
30 South Meridian Street, Suite 900
Indianapolis, Indiana 46204
317-234-8489
thartnettrussell@ihcda.in.gov

mailto:thartnettrussell@ihcda.in.gov


Summary
Virginia
Issued Supplemental Payments from Cares Act funding for $11 million
Policy Changes 

New York
Essential workers
Carry forward changes from 2020 to 2021 such as Expansion of program to include applicants residing in 
government subsidized housing with heat included in rental costs 
Applicants temporarily permitted to verbally attest to medical condition to substantiate the need for an air 
conditioner 

Navajo Nation
Update Policies and Procedures
Improving their Infrastructure to include improving internet services
Updating their processes to include application intake and outreach

Indiana
Remote Work
Introduced budgetary flexibilities to help with increased expenses or needs through
Technological enhancements line item Awarded unspent admin dollars that had been earmarked for trainings 
and conferences that had been canceled.
Online application and the paperwork/documentation flexibilities rolled out. 
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